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Abstract 
Using a cross-sectional survey methodology with a random sample of 85 flight attendants, 
this study investigated the role of social support on the performance of emotion work and 
work engagement. Based on a literature study, it was hypothesized that social support has a 
moderating effect on display rules, emotional dissonance, and work engagement of flight 
attendants. The hypotheses were tested using a correlational design, ANOVA analysis and 
multiple regressions.  
 
The importance of supervisor, purser and colleague social support at work for flight 
attendants in dealing with display rules, emotional dissonance and general levels of work 
engagement was shown with this study. When flight attendants feel that their colleagues 
support them, they will experience less emotional dissonance and thus are better able to 
deal with the demands of the job. Flight attendants will experience higher levels of work 
engagement when they feel supported by their supervisor. When flight attendants experience 
high levels of emotional dissonance, purser support becomes also significant in relation to 
flight attendants levels of work engagement. Purser support is important for flight attendants 
in dealing with the requirement to display positive emotions and sensitivity requirements, or 
sensing the emotions of the client and being, for instance, courteous. Furthermore, it was 
found that supervisor support has an effect on the requirement to display negative emotions 
in the workplace.   
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1. Introduction 
1.1 Reason for this research  
Motivated and engaged employees, who work well in teams, together with responsive 
supervisors and managers, are important for firms if they want to be successful in achieving 
superior returns. This is especially true for service firms like hotels and airlines, where 
employee-customer interactions, called emotion work, are highly important for the firms’ 
success.  The introduction of the concept of emotional labour (Hochschild, 1983) or emotion 
work, has increased interest in what transpires during employee-client interactions and the 
effects they have on the employee.   
The service sector now accounts for the largest proportion of the workforce, 59% in Europe 
(Paoli, 1997, as cited in Zapf, 2002) and is growing rapidly.  It has also been noted as the 
source of every nine out of ten new jobs created in the USA (Wharton, 1993, as cited in 
Abraham, 1998). As it continues to grow, it is essential that more is understood about 
emotion work, and what resources can be used to increase employee motivation and work 
engagement. This is of both practical as well as theoretical importance. Organizations need 
to understand the impact of emotional strains for front line employees and if certain 
resources such as social support can help prevent these strains and increases organizational 
commitment and discretionary behavior.  
Flight attendants can be considered typical emotion workers since customers expect flight 
attendants to be friendly and courteous for long periods during a flight. Zapf (2002) defines 
the construct of emotion work as positive and negative emotional display and sensitivity 
requirements (like being emphatic or courteous) and calls these three variables display rules. 
Emotion work can lead to emotional dissonance and burnout (Hochschild, 1983), but also 
can have positive effects for an employee, like higher levels of work engagement (Heuven & 
Bakker, 2006). An important resource for flight attendants in reaching their work related goals 
and dealing with the emotional job demands has been found to be colleague support 
(Xanthopoulou et al., 2008).  
This study will explore the relationship between emotion work, emotional dissonance, and 
work engagement and what the influence of supervisor, purser and colleague support is on 
these variables for flight attendants. Based on earlier research by Zapf (1999, 2002, 2006) 
into emotion work and emotional dissonance this study tries to add knowledge about what 
motivates flight attendants in their work.  
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1.2 Main question 
The main question of this thesis is:  
What are the effects of different types of social support on display rules, on emotional 
dissonance and work engagement?   
  
1.3 Research questions 
To answer the main question of this thesis, this study will explore the following theoretical 
research questions:  
 What is the role of sensitivity requirements and positive and negative emotional 
display or display rules on emotional dissonance, and work engagement?  
 Is there a relationship between social support and sensitivity requirements and 
positive emotional display?  
 Is the amount of social support received a predictor of the level of emotional 
dissonance experienced and the level of work engagement?  
 
1.4 Design of this research 
To answer the above questions, a literature research into theories in the field of strategic 
human resource management, motivation, and emotion work will be discussed and 
hypotheses formulated.  
The research model from Zapf & Holz in ‘On the positive and negative effects of emotion 
work in organisations’ (2006) has been used as a starting point for this research (see 
appendix 1). Some of the variables have been changed to make this research more 
applicable for the field of Management Science. Since flight attendants can be considered 
typical emotion workers, the variables for emotion work and emotional dissonance, as used 
by Zapf & Holz (2006), will be included in the current research model. Emotion work and 
emotional dissonance are measured together by the Frankfurt Emotion Work Scales or 
FEWS (Zapf et al.,1999). The variable neuroticism used by Zapf & Holz (2006) has been 
replaced by social support, since social support is being used as one of the main predictor 
variables in this study and neuroticism is a variable that is more of interest for the field of 
psychological research. The variables to measure burnout have been replaced by work 
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engagement. Burnout is a negative psychological state, and not easily addressed by 
management in the workplace, whereas engaged employees show, among others, more 
organizational commitment, something that is more of interest in the field of management 
science.   
Using a cross-sectional survey methodology, a questionnaire has been distributed among a 
random group of Frankfurt based flight attendants working for a large US airline, to test the 
hypotheses. This questionnaire has been constructed using four different sets of validated 
scales testing the variables in the research model. The results of the questionnaire will be 
analyzed using a correlational methodology, ANOVA analysis and multiple regressions.  
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2. Literature research  
2.1 Introduction 
The variables used in the research model will be discussed in the following sections. Section 
2.2 describes the concept of emotion work and the variables for display rules. Section 2.3 
discusses the effects emotion work and adhering to display rules can have on employees 
and the concept of emotional dissonance. Social support will be discussed in section 2.4 and 
what the positive effects of social support can be for employees working in the service 
industry. Finally, in section 2.5 the concept of work engagement will be discussed. The 
synthesis in section 3.1 will relate the different concepts to each other, leading to the 
research model displayed in section 3.3.  
 
2.2 Emotion work 
Hochschild (1983), in her book ‘The Managed Heart: The commercialization of feeling’, 
introduced the term emotional labor, or emotion work, as ‘the management of feeling to 
create a publicly observable facial and bodily display’. In the service industry, it is expected 
by customers that employees be friendly and courteous. If an employee were to express a 
depressed mood or anger toward a coworker or customer it would ruin the performance. In 
emotion work, the pace of the work is set by interactions with colleagues and customers, as 
opposed to work in a factory were machines, targets and procedures set the pace of work.    
The two main ways to manage emotions, or conform to display rules, are, according to 
Hochschild (1983), surface acting and deep acting. Surface acting is assumed to be a 
response focused strategy to express an emotion which is not felt, like a fake smile. A key 
factor of affective service delivery is the perceived authenticity of affective displays (e.g. 
Ashford and Humphrey, 1993). In service work, the falseness of surface acting denies the 
sincerity and individual attention that customers desire as part of quality service 
(Parasuraman et al., 1985). So surface acting is ‘faking in bad faith’ (Rafaeli and Sutton, 
1987): the employee conforms to the display rules to keep the job, not to help the customer 
of the organization.  
Deep acting is where one consciously modifies one’s feelings in order to express the desired 
behavior; a flight attendant who is genuinely trying to like a customer uses deep acting as a 
technique. Deep acting changes internal states so that the resulting expression is perceived 
as authentic. Deep acting is ‘faking in good faith’ (Rafaeli and Sutton, 1987) and has a 
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positive effect on effective service performance (Grandey et al., 2004). Employees engage in 
surface or deep acting because they feel they have to confirm to displays rules related to 
their work. 
Hochschild (1983) introduced the concept of feeling rules, also called display rules, as a set 
of socially shared norms that direct how we want to try to feel and not to feel emotions in 
given social relations. Display rules in organizations are written and unwritten concepts of 
how to act in different situations. The flight attendant role involves being friendly and 
courteous, however, there will be times when they do not feel like smiling or being friendly, 
especially if a customer is rude or arrogant or perhaps the employee is experiencing 
personal problems.  But when emotion work is part of the work role, the organisationally 
desired emotion or display rule is expected even in such circumstances (Zapf, 2001).  
There is discussion if display rules have a negative or positive effect on employee well-being. 
Ashford & Humphrey (1993) and Heuven and Bakker (2003) found that display rules make 
interpersonal interactions more manageable and predictable, and offer employees a shield to 
protect their personal feelings. Heuven and Bakker (2003) propose that the positive effects of 
display rules are due to the functional, positive qualities these rules offer to employees. This 
can vary from the facilitation of client contacts and self-expression to positive feedback 
effects both within the person (displaying positive feelings will make a person feel positive 
inside) as in contacts with the recipients (displaying positive feelings will evoke a more 
positive attitude in recipients).   
In service encounters (as in other situations) the elicitation of emotions whether positive or 
negative or whether an emotion is elicited at all, is primarily determined by the situation:  the 
frequency, duration, and quality of the service interaction and the presence of display rules 
(Zapf and Holz, 2006).  
Zapf et al. (1999) defined display rules as the requirement to display positive and negative 
emotions and sensitivity requirements. Sensitivity requirements are conceptualized to be the 
necessity to be sensitive and to consider the emotions of customers. Showing empathy could 
be an example of a sensitivity requirement and by expressing emotions, an employee can 
influence the customers’ feelings. Sensitivity requirements are high, if knowledge of the 
customers’ emotions is a prerequisite for one’s own emotional reaction and low in the case of 
highly scripted interaction (in a call center for instance) or if the employee can display 
organizationally desired emotions independently from the clients’ feelings (Zapf, 1999). Zapf 
and Holz (2006) found a positive relation between sensitivity requirements and personal 
accomplishment and a direct effect on emotional exhaustion, and a small effect on emotional 
dissonance.  
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2.3 Emotion Work and Emotional Dissonance 
Morris and Feldman’s (1997) suggest that emotion work can best be described in terms of 
frequency of emotional labor, duration of emotion work and emotional dissonance 
experienced as a result of having to express emotions one may not actually feel. They found 
that emotional dissonance was associated with emotional exhaustion and job dissatisfaction. 
Emotional dissonance is defined as the misfit between felt and expressed emotions in a 
service interaction (Zapf et al., 1999). It was found by Lewig and Dollard (2003) that 
emotional dissonance fully mediated the relationship between positive emotional display and 
emotional exhaustion. Surface acting is an adequate and probably the most frequently used 
emotion regulation strategy to respond to emotional dissonance as a situational demand, 
e.g., if the situational demand is to be friendly to an arrogant customer (Zapf and Holz, 2006).  
Hochschild (1983) hypothesized that it is emotional dissonance that leads to alienation of 
one’s feelings which then causes psychological strains like burnout.   
The syndrome of burnout has three aspects: depersonalization, emotional exhaustion, and 
reduced personal accomplishment (Maslach and Jackson, 1986). Depersonalization is when 
someone becomes indifferent and apathetic towards customers and treats customers like 
objects, emotional exhaustion is when someone perceives to work with demanding people, 
feels frustrated, and burnt out. Personal accomplishment means that someone feels being 
competent and able to meet the goals set for one’s work.  
There can also be positive effects with regard to emotional labor on employee well-being. If 
one is successful in meeting the required feeling rules and sensitivity requirements towards 
clients, the feeling of accomplishment and perceived competence will be enhanced. Dealing 
with other people and expressing emotions when interacting with these people satisfies 
needs for affiliation, status, recognition, for example, by showing altruistic behavior (e.g., 
Bierhoff, 1990;Hill, 1987). The intentional expression of positive emotions usually increases 
the probability of the interaction partner to show reciprocal positive emotions in return and 
can be perceived as positive feedback which contributes to the employee’s satisfaction and 
self esteem (Côté, 2005).  Zapf and Holz (2006) found in their study that the direct effect of 
positive emotions on personal accomplishment represents those interactions where the 
required positive emotions have been automatically felt or where the strategy of deep acting 
has been applied successfully, both resulting in successful authentic emotional display.  
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2.4 Social support  
Xanthopoulou et al. (2008) found, using the motivational process of the Job Demand-
Resources (JD-R) model (Bakker and Demerouti, 2007) in a study among flight attendants, 
that colleague support, a typical job resource, had a unique positive effect on self-efficacy (in 
SDT called perceived competence) and work engagement. They suggest that a supported 
work environment not only enhances employees’ work engagement, but also their work-
related self-efficacy beliefs. Colleague support is an important job resource for flight 
attendants helping them reach their work related goals. When flight attendants believe they 
are able to deal effectively with their work requirements, it is more likely that they are willing 
to put effort in the task. As a result, they show higher levels of vigor, dedication and 
absorption in their work, which consequently leads to better performance (Xanthopoulou et 
al., 2008). Another important factor is that flight attendants work continuously in different 
groups: on most international flights the work unit of flight attendants is functioning only for 
that particular flight. After a period of rest, flight attendants will work a different flight with 
different team members. If a flight attendant is unable to develop relationships quickly at the 
beginning of a flight, starting in the pre-flight briefing, the important resource of social support 
will be low, and this could lead to low levels of engagement and performance. Feeling 
connected to others is considered fundamental for the personal endorsement and 
internalization of socially prescribed norms and values (Deci and Ryan, 2000). These norms 
and values are often introduced by others and pursued in an attempt to gain or maintain the 
love and care of socialization figures who introduced them (Van den Broeck et al., 2008).  
Howes, Grandey and Toth (1997), as cited in Brewer and Clippard (2002), investigated the 
effects of social support and organizational politics on burnout and job satisfaction, finding 
that employees who perceived a higher level of support experienced greater job satisfaction 
than those who worked in a negative political environment, where they experienced reduced 
job satisfaction. Resources like social support relate to psychologically well-being (Zapf et al., 
2001), and it can be concluded that when social support is reduced, this may lead to lower 
personal accomplishment and the risk of burnout increases.  
 
2.5 Work engagement 
Work engagement is the positive antipode of burnout (Schaufeli and Bakker, 2004), it 
focuses on positive states as opposed to burnout that focuses on negative states. Maslach 
and Leiter (1997) consider low scores on exhaustion and depersonalization (also called 
cynicism) and high scores on personal accomplishment  to be an indication of job 
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engagement; Schaufeli and Bakker (2004) dispute this. They argue that questions from the 
burnout inventory like feeling emotionally drained from one’s work ‘once a week’ does by no 
means exclude that in the same week one might have felt bursting with energy. They state 
that burnout and engagement should be measured independently using different 
instruments. Engagement is defined by Shaufeli and Bakker (2004) as a ‘positive, fulfilling, 
work-related state of mind that is characterized by vigor, dedication, and absorption’.  
Vigor is characterized as having high levels of energy and mental resilience while working, 
the willingness to invest efforts in one’s work and persistence in the face of difficulties. A 
sense of significance, enthusiasm, inspiration, challenge and pride characterizes dedication. 
Vigor and dedication are the direct positive opposites of exhaustion and depersonalization  
Absorption, the third dimension of engagement is characterized by being fully concentrated 
and happily engrossed in one’s work, whereby time passes quickly and one has difficulties 
detaching oneself from work. Being fully absorbed in one’s work is, among other things, 
related to intrinsic enjoyment.  
Engaged employees show more organizational commitment and enhanced performance, 
and engagement can be a predictor of business-unit performance, as well as client-rated 
performance (see Harter et al. 2002, Salanova et al. 2005, Xanthopoulou et al. 2008). 
Furthermore, the link between work engagement and in-role and extra-role performance was 
supported by Schaufeli, Taris, and Bakker (2006b). In role performance consist of those 
activities that are related to employees’ formal role requirements, and extra-role performance 
of those activities that are not part of the formal role requirements of an employee but 
nevertheless promote organizational effectiveness (Borman and Motowidlo, 1997).  
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3. The present study and methodology 
3.1 Synthesis: social support, emotion work, and work engagement. 
Managing emotions is a central part of the work role for flight attendants. For this study, 
display rules (positive and negative emotional display and sensitivity requirements) has been 
chosen to be one of the predictor variables. Emotion work can lead to emotional dissonance, 
which in turn can lead to burnout. Flight attendants who experience emotional dissonance 
will use surface acting as an emotion regulation strategy, and will less likely be courteous 
and caring towards customers. Because emotional dissonance has been linked with display 
rules in earlier studies (e.g. Zapf et al. 1999), it has been chosen as one of the criterion 
variables in this study. There are also positive effects of display rules for flight attendants, 
like enhancing one’s feeling of perceived competence.  Work engagement is the positive 
antipode of burnout and focuses on positive states as opposed to burnout that focuses on 
negative states. Engaged employees show more organizational commitment and enhanced 
performance. For this reason, work engagement will be the other criterion variable. Social 
support has this unique effect on work engagement for flight attendants. Employees that 
work in a supportive environment are more likely to believe that they have sufficient 
resources to complete the tasks successfully, thus increasing levels of perceived 
competence and more willingness to put more effort in their tasks. This in turn, will lead to 
higher levels of work engagement and better in-role and extra-role performance, using deep 
acting as a technique, and finally a higher level of organization commitment. To investigate if 
colleague support has a unique effect on work engagement (Xanthopoulou et al. 2008), 
different types of perceived social support will be used in this study as another predictor 
variable.    
3.2 Main question and Hypotheses 
The main question of this paper is: ‘what are the effects of different types of social support on 
display rules, on emotional dissonance and work engagement?’   
To answer the main question, the following research questions are being explored: 
 What is the role of display rules on emotional dissonance, and work engagement? 
 Is there a relationship between social support and display rules? 
 Is the amount of social support received a predictor of the level of emotional 
dissonance experienced and the level of work engagement? 
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In order to answer the main question and the research questions, the following hypotheses 
have been formulated.  
Hypothesis 1: The requirement to display positive emotions (H1a), the requirement to display 
negative emotions (H1b) and the requirement to sense the emotions of the client (H1c) are 
related to emotional dissonance.  
Hypothesis 2: The requirement to display positive emotions (H2a) and the requirement to 
sense the emotions of the client (H2b) are positively related to work engagement, and 
emotional dissonance (H2c)  is negatively related to work engagement.  
Hypothesis 3: Hypothesis 3: Social support received from one’s supervisor (H3a), purser 
(H3b) and work colleagues (H3c) is positively related to the requirement to sense the client 
emotions, and social support received from one’s supervisor (H3d), purser (H3e) and work 
colleagues (H3f) is positively related to the requirement to display positive emotions.  
Hypothesis 4: Social support received from one’s supervisor (H4a), purser (H4b) and work 
colleagues (H4c) is negatively related to emotional dissonance.  
 
Hypothesis 5: Social support received from one’s supervisor (H5a), purser (H5b) and work 
colleagues (H5c) is positively related to work engagement.  
3.3 Research model 
Sensitivity 
requirements 
Emotional  
Dissonance 
Support 
Work  
Engagement 
Positive 
emotions 
H3abc 
H1a 
H2a
H2c 
H4abc
H2b
H5abc 
 H3def
H1c 
H1b 
emotions 
Negative  
Social 
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3.4 Participants 
Participants were union-represented flight attendants working for a major U.S. based airline.   
Flight attendants are a unique occupational group due to the limited duration of a flight 
attendants’ existence as a unit, they work together for a specific duration (like a long haul 
flight to China, or a three day roster within America), and then are, after a period of rest, 
assigned to a different flight with other crewmembers. This requires flight attendants to 
develop relationships quickly with their colleagues, something that is facilitated through the 
pre-flight briefing. Flight attendants and pursers report to their supervisor, who in turn reports 
to the domicile manager. The pursers are not considered management, and best be 
described as group leaders for a given flight. Pursers also work as regular flight attendants 
depending on scheduling preferences.      
The airline operates several so called ‘domiciles’ worldwide from were flight attendants work 
their flights. The flight attendants based in the relatively small domicile in Frankfurt surveyed 
for this research, are a mixture of US-nationals, German, French, Dutch, Spanish and 
several other different nationalities.   
 
3.5 Procedure 
Using a cross-sectional survey methodology, a random sample of 255 flight attendants 
based in Frankfurt, was asked to complete a survey that was placed in their company 
mailbox. 101 flight attendants responded, which means a response rate of 40%. 
Permission to place the survey was obtained from the airline’s management and the domicile 
manager in Frankfurt and strict confidentiality was conveyed in a letter accompanying the 
survey. The letter also included information on how to fill out the survey. The survey was 
placed in an envelope that could be sealed.     
 
3.6 Design 
The aim of the study is to correlate responses to the variables of work engagement with 
positive and negative emotional display, sensitivity requirements, emotional dissonance, and 
different types of social support at work. The study also tries to explore the interrelationships 
between perceived social support and sensitivity requirements, display of positive and 
negative emotions, work engagement and emotional dissonance. Work engagement and 
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emotional dissonance are the criterion variables, display rules, and perceived social supports 
are considered to be predictor variables. Age, seniority, purser, gender, are control variables.  
3.7 Research tool 
The research tool consisted of a questionnaire that has been designed to collect 
demographic information as well as perceived social support, display rules, emotional 
dissonance and work engagement using validated scales.   
3.7.1 Social support 
Social Support will be measured using the Caplan et al. (1975) social support measure as 
described in ‘Taking the Measure of Work: A guide to validated scales for organizational 
research and diagnosis’ (2002) by D.L. Fields. The scale has four questions where the 
respondent can answer three times for supervisor, purser and colleagues on a scale from 4 
(very much) to 0 (not at all) and has been adapted for this study to measure social support 
received from one’s supervisor, purser and work colleagues. An example of a question: ‘How 
easy is it to talk to each of the following people?’   
3.7.2 Emotion work 
Emotion work will be measured using the English version of the Frankfurt Emotion Work 
Scales (FEWS 3.0; Zapf, Mertini, Seifert, Vogt, and Isic, 1999; Zapf, Vogt et al., 1999). The 
FEWS measures the requirement to display positive emotions (3 items, for example: ‘how 
often do you have to display pleasant emotions to your customers). The requirement to 
display negative emotions (4 questions, for example: ‘how often do you have to display 
unpleasant emotions to your customers). Sensitivity requirements (3 items, ‘how often is it 
necessary in your job to empathize with customers feelings’). Emotional dissonance (5 items, 
for example; ‘how often in your job do you have to display emotions that do not agree with 
your actual feelings towards the customers’). All questions will use a five-point response 
scale ranging from ‘very rarely/never’ (1) tot ‘very often (several times an hour’ (5).  
3.7.3 Work engagement 
Work engagement will be measured using the 9-items shortened version of the Utrecht Work 
Engagement Scales (UWES, Schaufeli, Bakker, Salanova, 2006) using a 7-point scale 
ranging from 0 (never) to 6 (always/every day).   
3.7.4 Demographic information  
Participants indicate their sex, age, seniority, purser qualified (yes or no). 
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3.8 Composition of the survey 
The scales measuring emotion work and work engagement are from the domain of 
psychological research, and the scales measuring social support are from the domain of 
social research.   
3.9 Disclosure statement 
The researcher is himself a flight attendant, stationed at the Frankfurt domicile, with the 
airline where this survey has been conducted. To ensure that the research was conducted 
from a neutral standpoint, comments from a supervisor of United Airlines’ onboard service 
division have been added to this research.  
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4. Results 
4.1 Overview 
255 questionnaires were distributed among the flight attendants from United Airlines based in 
Frankfurt and 101 questionnaires returned, resulting in a 40% return rate. Of these 101, 10 
had missing data for several categories of questions, 4 were illegible and 2 were received too 
late, so 85 questionnaires were used for the purpose of this study. Section 4.3 will give an 
overview of the study variables, and sections 6.5, 6.5, and 6.6 will discuss the variables used 
in further analysis. Finally, in section 6.7, the exploratory data analysis will be presented.     
Table 1 below presents an overview of the sample population utilized for this study.  
Table 1 
Overview of sample population  
   N  % 
Gender     
Male  32  38 
Female  53  62 
Age     
34 – 37  2  2 
38 – 41  12  14 
42 – 45  28  33 
46 – 49  24  28 
50 – 53  14  16 
54 – 61  5  6 
Seniority (Tenure)     
11 ‐ 14 years  26  30 
15 ‐ 18 years  44  52 
19 ‐ 37 years  15  18 
Function     
Purser  20  24 
Flight attendant   65  76 
n=85     
 
Most respondents were female (62%) and between the age of 38 – 53. Seniority, or tenure, 
is mostly between 12 and 20 years, but yielded no significant results on any of the variables, 
so will not be used as a variable for the purpose of this study. 20 respondents were purser 
qualified and 65 were flight attendants. Pursers working for this particular airline also work as 
regular flight attendants depending on schedule preference. So results from pursers can also 
be considered as ‘regular’ flight attendants for the purpose of analysis.  
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4.2 Study variables data 
The following table presents the descriptive data of the variables used. 
No. of Possible Actual Mean SD Cronbach's
Items range range alfa
FEWS
Requirement to
display positive emotions 4 1 ‐5 3 ‐ 5 4.15 0.50 0.85
Requirement to
display negative emotions 3 1 ‐ 5 1 ‐ 4 1.98 0.71 0.76
Sensitivity requirements 3 1 ‐ 5 2 ‐ 5 4.01 0.61 0.78
Emotional dissonance 4 1‐ 5 1 ‐ 5 3.40 0.79 0.84
Social Support
Supervisor social support 4 1 ‐ 5 1 ‐ 5 3.18 0.81 0.82
Purser social support 4 1 ‐ 5 1 ‐ 5 3.86 0.67 0.81
Colleague social support 4 1 ‐ 5 1 ‐ 5 4.25 0.57 0.72
Total Social Support 12 1 ‐ 5 1 ‐ 5 3.76 0.54 0.85
UWES
Vigor 3 1 ‐ 6 1 ‐ 6 3.68 0.94 0.76
Dedication 3 1 ‐ 6 1 ‐ 6 3.75 0.93 0.69
Absorbtion 3 1 ‐ 6 1 ‐ 6 3.23 0.95 0.64
Total Work Engagement 9 1 ‐ 6 1 ‐ 6 3.55 0.79 0.84
n = 85
Data of all variables
Table 2
 
 
The internal consistencies for most scales exceeded the generally accepted criterion for 
existing scales of α ≥ .70 (Nunnaly & Bernstein, 1994), except the items dedication (.69) and 
absorption (.64), but the alfa for all 9 items together measuring work engagement was found 
to be .84.  
 
4.3 Results for the Frankfurt Emotion Work Scales (FEWS) 
The scale measuring the requirement to display positive emotions was found to be reliable 
with α .84, a high mean of 4.15, and a standard deviation of 0.50. Most respondents 
indicated that there was a strong requirement to display positive emotions, which is not 
surprising, as displaying positive emotions is an important part of the job of flight attendant. 
The scale measuring the requirement to display negative emotions also was found to be 
reliable with α .76, a mean of 1.98, and a standard deviation of 0.71, indicating that the 
requirement to display negative emotions was not perceived to be as strong as the 
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requirement to display positive emotions and the sensitivity requirements. Negative 
emotional display can be required for flight attendants in certain safety or security related 
situations like dealing with an intoxicated passenger. Sensitivity requirements scales were 
reliable with α .78, a mean of 4.01, and a standard deviation of 0.61, indicating that 
respondents also perceived that there was a high level of sensitivity requirements in their 
work. The flight attendants surveyed for this study work only international flights in all cabins 
of service, where sensitivity requirements are generally higher than on shorter domestic 
flights or when working for a low cost airline. The scale measuring emotional dissonance was 
found to be reliable with α .84, a mean of 3.40 and a standard deviation of 0.79, indicating 
that flight attendants do experience emotional dissonance at work on a regular basis. The 
requirement to display positive emotions correlated significantly with sensitivity requirements 
(.44, p<.01) and emotional dissonance (.30, p<.01), the requirement to display negative 
emotions correlated significant with emotional dissonance (.21, p<.05), and sensitivity 
requirements correlated significant with emotional dissonance (.28, p<.01) (see table 3). This 
confirmed the effects of emotion work on emotional dissonance as found by Zapf et al. 
(1999, 2005).  
Flight attendants surveyed perceive positive emotional display and sensitivity requirements 
as a frequent requirement at work, and negative emotional display is considered to be 
required less frequent. 
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A multiple regression analysis of the three emotion work variables on emotional dissonance 
was conducted, resulting in an R squared of .16, indicating that 16% of emotional dissonance 
was caused by display of positive and negative emotions and sensitivity requirements.  
 
Table 3. Emotional dissonance multiple regression analysis      
   Beta  Standard error  T‐ statistics  P 
Supervisor social support  ‐0.15  0.11  ‐1.33  0.19 
Purser social support  ‐0.05  0.17  ‐0.27  0.79 
Colleague social support  ‐0.29  0.20  ‐1.52  0.13 
R = .32, R² = .10, F = 3.0663, p = 0.032         
 
 
4.4 Social support 
The scales measuring supervisor social support were reliable with α .82, a mean of 3.18, and 
a standard deviation of 0.81. The scales measuring social support received from pursers was 
also reliable with α .81, a mean of 3.86, and a standard deviation of 0.67. The respondents 
indicated that they received more social support from their team leader, the purser, than from 
their supervisor. The scales measuring social support received from colleagues had an alfa 
of α .72, a high mean of 4.25 and a standard deviation of 0.57. All 12 items measuring social 
support combined, α was also reliable with .85, a mean of 3.76 and a standard deviation of 
0.54. The majority of respondents indicated colleague support as ‘somewhat’ and ‘very 
much’, confirming the importance of colleague support for flight attendants at work. This 
meant that the results of the variable ‘colleague support’ in the analysis have to be taken with 
caution because of little variation; colleague support could be the most important resource for 
flight attendants, although analysis shows differently in certain instances. The results indicate 
the importance of social support for flight attendants at work as hypothesized.  
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4.5 Utrecht Work Engagement Scales (UWES) 
The alfa’s for the scales measuring Vigor, Dedication and Absorption were slightly lower than 
indicated in the test manual for the UWES (Schaufeli & Bakker, 2003). Vigor had α .76 (.60 - 
.87 range in the test manual), a mean of  3.68 and a standard deviation of 0.94. Dedication 
had α .69 (.74 - .90 range in the test manual), a mean of 3.75 and a standard deviation of 
0.93. Absorption had α .64 (.66 - .85 range in the test manual), a mean of 3.23 and a 
standard deviation of 0.95. The alfa for all 9 items together measuring work engagement was 
reliable at α .84 (.85 - .94 range in the test manual), a mean of 3.55 and a standard deviation 
of 0.79. The respondents scored, according to the UWES test manual, comparable to scores 
found among blue collar workers, which are among the lowest scores found. Flight 
attendants scored a mean for Work Engagement of 3.55, were the blue collar workers scored 
3.63. It can be concluded that work engagement among this flight attendant group is low 
compared to other employee groups surveyed in earlier research using the UWES.  
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4.6 Exploratory data analysis 
Without the variables gender, age and position (flight attendant or purser), of the 66 possible 
correlations, 47 were found to be significant at p< .10, p< .05 or p< .01. 
Significant correlations were found between age and the requirement to display negative 
emotions (- 0.28, p< .01), between gender and purser social support (- 0.31, p< .01) and 
gender and colleague social support (- 0.20, p< .10).  
The relationship between gender and purser social support was examined using a T-test. 
Females indicated an average purser support of 16.08 and males an average of 14.37 (for all 
12 questions) with a T-value of 2.81 and p .0033, indicating a difference in the amount of 
social support received from the purser between males and females. A smaller difference 
was found for the relationship between gender and social support received from colleagues. 
Using a T-test, females showed an average of 17.36 and males an average of 16.41, with a 
T-value of 1.71 and p 0.046. The relationship between age and the requirement to display 
negative emotions was examined using an ANOVA analysis by dividing the respondents in 3 
age-groups, but yielded no significant results (F = 1.403, p = 0.25), indicating that there is no 
relationship between one’s age and the requirement to display negative emotions.  
No other significant correlations between gender, age and position and the study variables 
were found. Table 4 below gives an overview of all correlations and their significance.  
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1  2  3  10  11 4 5 6 7 8 9 12 13 14 15
1 Gender   1 
2 Age   0.20  1 
3 Position   0.14  0.06  1 
4 Pos. emo. display ‐0.01  ‐0.02  0.09  1 
5 Neg. emo. display ‐0.16  ‐0.28*** ‐0.10  0.12 1
6 Sensitivity req.   0.07  ‐0.07  0.10  0.44*** ‐0.08 1
7 Emotional diss.  0.12  ‐0.03  0.16  0.30*** 0.21* 0.28*** 1
8 Support Supervisor   0.06  0.09  0.15  0.07 ‐0.31*** 0.15 ‐0.23** 1
9 Support Purser  ‐0.31*** 0.00  ‐0.11  0.19** ‐0.05 0.22** ‐0.23** 0.40*** 1
10 Support Colleagues  ‐0.20*  ‐0.14  ‐0.13  0.12 ‐0.12 0.08 ‐0.28*** 0.30*** 0.63*** 1 
11 Social Support total ‐0.17  0.00  ‐0.01  0.16 ‐0.22** 0.19* ‐0.31*** 0.77*** 0.84*** 0.76***  1 
12 Vigor   0.29  0.26  ‐0.02  0.06 ‐0.12 0.20** ‐0.16 0.39*** 0.32*** 0.26***  0.43***  1 
13 Dedication ‐0.03  0.12  ‐0.11  0.14 ‐0.26** 0.17 ‐0.21** 0.50*** 0.40*** 0.36***  0.54***  0.54*** 1
14 Absorbtion   0.17  0.10  0.01  0.15 ‐0.14 0.19* 0.01 0.56*** 0.33*** 0.22**  0.49***  0.52*** 0.60*** 1
15 Work engagement   0.17  0.19  ‐0.05  0.14 ‐0.20* 0.22** ‐0.14 0.57*** 0.42*** 0.34***  0.58***  0.82*** 0.85*** 0.85*** 1
N = 85 .  * 
 
A significant positive correlation was found between the requirement to display positive 
emotions and social support received from the purser (.19, p > .05), but no other significant 
correlations between the requirement to display positive emotions and social support and 
work engagement variables were found.  
The requirement to display negative emotions correlated significant negatively with social 
support received from the supervisor (- .31, p > .01) and with overall social support (- .22, p> 
.05).  
Sensitivity requirements correlated significantly with social support from the purser (.22, p > 
.05) and less strongly with overall social support (p > .10). An ANOVA analysis indicated that 
5% of sensitivity requirements are mediated by purser support (N² .050, F 4.3996, p .038) 
This indicates, as was found with the requirement to display positive emotions, that purser 
(or team leader support) is an important factor for flight attendants in engaging in the display 
of positive emotions and confirming to sensitivity requirements.  
Sensitivity requirements correlated also significantly with vigor (.20, p > .01), absorption (.19, 
p > .10) and overall work engagement (.22, p > .05) confirming earlier findings (Zapf et al., 
2007) that sensitivity requirements can have a positive outcome for employees well being.  
Emotional dissonance showed a significant negative correlation with supervisor social 
support (- .23, p > .05), purser social support (-.23, p > 0.5), colleague social support ( -.28, 
p> .01), and total social support ( -.28, p> .01). These results indicate that social support is 
an important resource for flight attendants in dealing with the negative effects of emotion 
work.  
Emotional dissonance correlated significantly negatively with dedication (-.21, p> .05) but not 
with vigor, absorption and work engagement.  
p  < .10.  ** p  < .05. *** p < .01. 
Position = Purser or Flight Attendant 
Table 4
Intercorrelations of study variables
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Supervisor social support correlated significantly with vigor (.39, p> .01), dedication ( .50, p> 
.01), absorption ( .56, p> .01), and work engagement ( .57, p> .01). In addition, social 
support from purser and colleague social support correlated significantly with work 
engagement (see table 3). An ANOVA analysis confirmed that 21% of work engagement is 
explained by supervisor social support (N² = .205, F = 21,4292 p = .000), 16% or work 
engagement is explained by purser social support (N² = .163, F = 16.2525, p = .000), and 5% 
by colleague support (N² = 0.048, F = 4.1690, p = .0.04. The ANOVA analysis for colleague 
support has to be taken with caution, since the variation between low and high colleague 
support is minimal; the majority of flight attendants indicated to receive overall higher social 
support from their colleagues then from their supervisor or purser (see figure 2).  
Further ANOVA analysis confirmed that 15% of vigor is related to overall social support 
received (N² = .151, F = 14.4145, p = .000), 98% of dedication is related to overall social 
support received (N² = .976, F = 3394.283, p .000), 11% of absorption is related to overall 
social support (N² = 0.106, F = 9.8201,  p =.002), and 22% of work engagement is explained 
by overall social support received at work (N² = .222, F = 23.7799, p = .000) indicating that 
social support is indeed an important resource for flight attendants in dealing with emotion 
work, especially in relation to dedication, that in turn is negatively related to emotional 
dissonance.   
 
A multiple regression analysis was conducted, where respondents were divided into two 
groups (low and high emotional dissonant), with work engagement as the dependent variable 
and supervisor and purser support as the independent variables. As can been seen in tables 
5 and 6, supervisor support is significant for both groups, but purser support becomes 
significant for work engagement when flight attendants indicate they are experiencing high 
levels of emotional dissonance.  
 
Table 5. Low emotional dissonance multiple regression analysis
T‐ statistics Standard error PBeta
Supervisor social support 1.21 0.26 4.64 0.00
Purser social support  0.46 0.38 1.21 0.23
R = .66, R² = .44, F = 14.7777, p = 0.000 
  
  
Table 6. High emotional dissonance multiple regression analysis
Beta Standard erro T‐ statistics r P
Supervisor social support 0.92 0.35 2.62 0.01
Purser social support  0.70 0.35 1.96 0.05
R = .56, R² = .33, F = 10.1695, p = 0.000 
  26
Lastly, a multiple regression analysis has been performed using work engagement as the 
dependent variable and all other variables as the independent variables. This model resulted 
in an R of .62, R².39 and was significant at the p>.000 level, indicating that 39% of work 
engagement was the result of the different variables used in this study, although only 
supervisor support was found to be significant at the p > 01 level.   
 
Table 7. Work engagement multiple regression analysis
Beta Standard error T‐ statistics  P
Positive emotion display 0.10 0.33 0.30 0.77
Negative emotion display ‐0.12 0.33 ‐0.37 0.71
Sensitivity requirements 0.39 0.41 0.96 0.34
Emotional dissonance ‐0.01 0.24 ‐0.05 0.96
Supervisor social support 1.01 0.23 4.44 0.00
Purser social support 0.37 0.33 1.12 0.27
Colleague social support 0.30 0.37 0.81 0.42
R = .62, R² = .39, F = 7.014, p = 0.000 
 
4.7 Confirmatory & disconfirmatory results 
f the client (H1c) have 
a negative effect on the level of emotional dissonance experienced.   
he 
e 
ntly correlate with 
motional dissonance (.28), so also hypothesis 1c can be accepted.  
to 
gement, and 
emotional dissonance (H2d) is negatively related to work engagement.  
e 
 
Hypothesis 1: The requirement to display positive emotions (H1a), the requirement to display 
negative emotions (H1b) and the requirement to sense the emotions o
The requirement to display positive emotions had a significant effect on emotional 
dissonance (.30) so hypothesis 1a can be accepted and the null-hypothesis rejected. T
requirement to display negative emotions did not had a significant effect on emotional 
dissonance (.21, p> .10), but hypothesis 1b can be accepted at the 10% level or at ½p. Th
requirement to sense the emotions of the client were found to significa
e
 
Hypothesis 2: The requirement to display positive emotions (H2a) and the requirement 
sense the emotions of the client (H2b) are positively related to work enga
There was no significant correlation between the requirement to display positive emotions 
and any of the work engagement variables, so hypothesis 2a cannot be confirmed and th
null-hypothesis has to be accepted. There was a significant effect of the requirement to 
sense the emotions of the client on vigor ( .20, p > .05) and work engagement ( .22, p > .05) 
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and a less significant effect on absorption ( .19, p > .10), so hypothesis 2b can be accepted 
and the null-hypothesis can be rejected.  
There was a significant negative effect  of emotional dissonance on dedication (-.21, p>.05) 
 client emotions, and 
. 
 
here was no significant correlation found between colleague support and sensitivity 
 
 
ant 
rrelation found between purser support and the requirement to display positive emotions 
Hypothesis 4: Social support received from one’s supervisor (H4a), purser (H4b) and work 
 significant correlation was found between colleague 
upport and emotional dissonance (-.28, p> 0.01), so hypothesis 4c can also be accepted 
 
to 
but not on the other variables. The null-hypothesis cannot be rejected. 
 
Hypothesis 3: Social support received from one’s supervisor (H3a), purser (H3b) and work 
colleagues (H3c) is positively related to the requirement to sense the
social support received from one’s supervisor (H3d), purser (H3e) and work colleagues (H3f) 
is positively related to the requirement to display positive emotions.  
There was no significant correlation found between supervisor support and sensitivity 
requirements so hypothesis 3a will be rejected and the null-hypothesis has to be accepted
There was a significant correlation found between sensitivity requirements and purser
support (.22, p> .05), so hypothesis 3b can be accepted and the null-hypothesis rejected. 
T
requirements, so hypothesis 3c will be rejected and the null hypothesis has to be accepted
 
No significant correlations were found between supervisor and colleague support and the 
requirement to display positive emotions, so both hypothesis 3d and 3f cannot be accepted,
so for these hypotheses, the null-hypotheses has to be accepted. There was a signific
co
(.19, p> .05), so hypothesis 3e can be accepted and the null-hypothesis is rejected.  
  
colleagues (H4c) is negatively related to emotional dissonance.  
There was a significant negative correlation between supervisor support and emotional 
dissonance (-.23, p> .05), so hypothesis 4a can be accepted and the null-hypothesis 
rejected. There was also a significant negative correlation between purser support and 
emotional dissonance (-.23, p> .05), so also hypothesis 4b can be accepted and the null-
hypothesis rejected. An even more
s
and the null-hypothesis rejected.  
 
Hypothesis 5: Social support received from one’s supervisor (H5a), purser (H5b) and work
colleagues (H5c) is positively related to work engagement.  
The significant correlation of supervisor support with work engagement ( .57, p> .01) and 
also the ANOVA analysis that provided the result that 22% of work engagement is related 
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supervisor social support confirms hypothesis 5a and the null-hypothesis can be rejected. 
The significant correlation of purser support with work engagement ( .42, p> .01) and the 
ANOVA analysis resulting in 16% of work engagement explained by purser support confirm
also hypothesis 5b and the null-hypothesis can be rejected. Lastly, a significant correlation 
between colleague support and work engage
s 
ment ( .34, p> .01) and the ANOVA analysis 
sulting in 5% of work engagement explained by colleague support also confirms hypothesis 
ull hypothesis can be rejected.  
 
re
5c and the n
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5. Discussion, limitations and conclusions 
 
5.1 Discussion 
The purpose of this study was to examine the role of emotion work (display rules and 
emotional dissonance) on work engagement and the influence of different types of social 
support received at work on these variables.  
 
The job of flight attendants can be hypothesized to consist of display rules (sensitivity 
requirements, positive and negative emotional display) resulting in emotional dissonance 
(Zapf et al., 1999, 2006). Emotional dissonance occurs when people have to display 
emotions that are not truly felt. Since flight attendants are expected to be friendly and 
courteous (displaying positive emotions and sensing the customers emotions) to customers 
and colleagues, it is likely that flight attendants will experience emotional dissonance several 
times during a flight. On long, intercontinental flights, instances of emotional dissonance 
could even be more frequent when fatigue sets in. This study also explored the role of 
display rules on emotional dissonance and work engagement.  
Hypotheses 1a and 1c were confirmed, because of significant correlations between the 
requirement to display positive emotions (.30) and sensitivity requirements (.28) and 
emotional dissonance. The requirement to display negative emotions correlated less 
significantly with emotional dissonance (.21, p> .10), but hypothesis 1b was accepted at the 
10% level. These results confirmed that positive and negative emotional display as well as 
sensitivity requirements lead to emotional dissonance, as was found by Zapf et al. (1999, 
2001, and 2006). A multiple regression analysis indicated that 16% of emotional dissonance 
is caused by display rules. Emotional dissonance, defined as the misfit between felt and 
expressed emotion in a service interaction (Zapf, Vogt et al., 1999), has been shown to have 
a negative effect on the burnout variables of emotional exhaustion and depersonalization, 
and is considered a job stressor for service workers.  
 
Heuven en Bakker (2006) found, in their study among flight attendants, no correlations 
between emotion work and the outcome variables of work engagement, but in this study it 
was found that sensitivity requirements have a positive effect on work engagement (.22). 
Zapf et al. (2006), in their study of emotion work on burnout, also found that there was a 
positive effect of sensitivity requirements on personal accomplishment (.18). Interestingly, 
there was a, although less significant, effect of sensitivity requirements on absorption (.19, p 
>.10), and absorption is the opposite pole of the burnout variable of personal 
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accomplishment. It can be concluded that sensitivity requirements have some beneficial 
properties for flight attendants. When flight attendants are trying to engage their customers, 
they will be more successful in their service interactions, leading to higher levels of 
absorption and thus work engagement. 
The requirement to display negative emotions and emotional dissonance only showed a 
significant negative correlation with dedication, but not with vigor or absorption, and the 
requirement to display negative emotions has a less significant effect on work engagement (-
.20, p> .10). Where it has been shown in earlier studies by Zapf et al. (2006) that emotional 
dissonance is related to burnout, it seems that emotional dissonance is only negatively 
related with dedication, and that the requirement to display negative emotions has a direct 
negative effect on work engagement, especially dedication. These findings contradict the 
findings of Heuven & Bakker (2006), who found no correlations between the variables of 
emotion work and the work engagement variables.  
 
This study shows that social support is an important resource for flight attendants in reaching 
their work related goals. Social support from one’s supervisor, the purser and especially work 
colleagues was shown to have a positive influence on the level of emotional dissonance 
experienced, indicating that flight attendants who experience high levels of social support, 
have lower levels of emotional dissonance and thus are better able to deal with the demands 
of the job. These findings in relation to social support confirms earlier results by 
Xanthopoulou et al. (2008), who concluded that colleague support is a unique resource for 
flight attendants at work.  
Supervisor support was found to be the strongest predictor of work engagement, followed by 
purser support and colleague support. Overall, social support predicted 98% of dedication. 
Since dedication is the direct positive opposite of depersonalization (or cynicism), this may 
mean that flight attendants who perceive to receive little social support will experience less 
sense of significance, enthusiasm, inspiration, challenge and pride at work. They will become 
indifferent and apathetic towards customers and treat them like objects.  
Purser support was significantly related to sensitivity requirements and the requirement to 
display positive emotions, indicating the importance of purser (or team leader) support for 
flight attendants in dealing with emotion work. When the purser gives guidance about the 
required feeling rules and support flight attendants in the frequency, duration and quality of 
interactions with the clients, the flight attendant is better able to deal with sensitivity 
requirements. A multiple regression analysis further concluded that supervisor and purser 
support is significant for flight attendants that experience higher levels of emotional 
dissonance in relation to work engagement. The more social support they receive, the less of 
a work stressor emotional dissonance will be.  
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 Pursers should be aware of the importance of their support towards flight attendants in 
dealing with display rules and the effects of emotional dissonance. Since pursers have been 
found to be the only ones that have a significant effect on flight attendants with regard to 
positive emotional display and sensitivity requirements, the job of purser (or team leader) is 
crucial for airlines if they want to achieve high levels of customer service.  Flight attendants 
that receive social support will be better able to deal with the negative effects of emotional 
dissonance onboard the flights they work on. It would be advisable to instruct flight 
attendants on the importance of giving social support to colleagues in order to make it more 
likely that they will receive social support from their colleagues when they need it 
themselves.     
 
5.2 Limitations 
The sample size of the flight attendants surveyed for this study is small, less than 1% of the 
total population of the airline in question. In addition, the demographics are not entirely 
representative of the total population, since most flight attendants working for the airline in 
question are based in the United States and are US citizens, while flight attendants based in 
Frankfurt are of a mixture of European and US citizens. A better representative sample 
would have been obtained if also flight attendants stationed in the United States had been 
surveyed for this research.  
Another limitation of this study is that the airline where this study has been conducted has 
had to deal with some problems in recent years. Flight attendants have lost their company 
sponsored pension plan, have taken pay cuts and suffered staff reductions onboard the 
flights. Currently, negotiations between the union and management are ongoing, and all this 
could have influenced how flight attendants feel about their job, management, and the 
company. This may also be a reason why overall work engagement was, compared to 
results in earlier studies, very low for this particular work group.  
A third limitation of this study is that the results of the questionnaires cannot be directly 
related to the perception of pursers, supervisors and especially customers. The research 
model used for this study only took into account the perception of the flight attendants and 
pursers. Flight attendants can indicate that they are engaged at work and, for instance, feel 
that they are emphatic towards customers, but the customers’ perception could be different, 
e.g. they might find the flight attendant difficult to approach and perceive the service delivery 
below standard. Ideally, the quantative data collected could be augmented with quantative 
and qualitative data collected from supervisors, pursers and customers. This could be done 
using interviews and observations of flight attendants, but also customers and supervisors. 
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This way, the interplay between emotion work, emotional dissonance, work engagement and 
the influence of social support could be investigated from the perception of the flight 
attendant him or herself, the supervisor and most importantly the customer. Future research 
should try to include more qualative data (observations and interviews) in relation to emotion 
work, emotional dissonance, work engagement, and social support so a more grounded 
theory can be developed concerning what management can do to support pursers and flight 
attendants during flights, so flight attendants have less problems with the emotional job 
demands and customers will experience better service delivery.  
The moment when the survey was filled out may also have influenced results. If a flight 
attendant filled the questionnaire in at home after a couple of days of rest, or during a flight, 
or after a tiring night flight could have a significant impact on the results. This methodological 
problem could have been prevented if the surveys were, for instance, sent to the home 
address of the flight attendants surveys. Now they were placed in the flight attendants 
company mailbox, so the time when the questionnaires were filled out could not be 
controlled.  
A second methodological problem is that due to this study being a correlation design utilizing 
a cross sectional questionnaire, relationships that have been discovered cannot be 
interpreted causally.  Relationships can only be established at a theoretical level, for 
example, it is assumed that emotional dissonance aggravates emotional exhaustion, yet the 
relationship could also arguably occur in reverse.  One of the central issues with emotional 
dissonance is that it can be equally considered a stressor, a reaction to stress as well as an 
emotional demand (Zapf, 2002). 
Lastly, social support was only measured as perceived to be received. Future research 
should try to measure both social support given and social support received from the 
different groups. Since it is, for example, possible that if someone gives social support, he or 
she will receive social support as well, the influence of this on work engagement, emotional 
dissonance and display rules can be investigated better.  
 
5.3 Conclusions 
This study has shown the importance of supervisor, purser and colleague social support at 
work for flight attendants in dealing with display rules, emotional dissonance and general 
levels of work engagement. When flight attendants feel that their colleagues support them, 
they will experience less emotional dissonance and thus are better able to deal with the 
demands of the job.  
  33
Flight attendants will experience higher levels of work engagement when they feel supported 
by their supervisor. When flight attendants experience high levels of emotional dissonance, 
purser support becomes also significant in relation to flight attendants levels of work 
engagement. Purser support is also important for flight attendants in dealing with the 
requirement to display positive emotions and sensitivity requirements, or sensing the 
emotions of the client and being, for instance, courteous. It was also found that supervisor 
support has an effect has on the requirement to display negative emotions at work.   
6. Commentary  
6.1 Commentary from R. Abdul-Rahman, Supervisor Onboard Service, Frankfurt, 
Germany. 
 
After having reviewed Michael’s report/thesis, I believe that a lot of work has been put into 
his research.  Most interestingly, the results of much of his research with regards to the flight 
attendants’ job in relation to their emotional ties, which in turn results in their performance 
level.  Also interesting to see that flight attendants have a tendency to lean towards and 
receive more emotional support from their Pursers.  This is indeed a valid observation, 
especially within United Airlines, where Pursers are considered “peer” versus “management” 
in contrary to other airlines.  Where Supervisors are concerned, Michael’s research also 
made valid observations – in that flight attendants feel that supervisor support has an effect 
on the requirement to display negative emotions in the workplace.  This is based on the fact 
of Supervisors job responsibilities include discipline, however, in some cases produce 
positive changes. 
  
I find Michael’s theory, research and conclusion to be fair, unbiased and informative.  The 
result of the surveys conducted with the flight attendants seem to be accurate and honest. 
  
Thank you for allowing me to add my comments. 
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Appendices  
Appendix 1. Research model Zapf & Holz (2006)   
 
 
From: Zapf & Holz (2006) 
Appendix 2. Flight attendant survey 
Please note, the scales measuring one’s general causality orientation (questions 8-19) have 
not been used for this study due to inconclusive results.   
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